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DOCUMENT HI STORY LOG
St at us

(Basel i ne/

Revi si on/ Docunent Ef fective

Cancel ed) Revi si on Dat e Descri ption
Docunent converted from MSFC-P14.1-C01 to a

Basel i ne 5/ 14/ 99 Directive. Previous history retained in system
as part of cancel ed or superseded | SO Docunent
files.

Revi si on A 8/ 16/ 99 Changes made to incorporate new organi zati onal
term nol ogy.

Revi si on B 8/ 22/ 01 Adds details for SO 9001: 2000 conpl i ance; Change
nane from Quality Comment to Custoner Feedback;
i mpl enent conpatibility with Customer
Satisfaction MPG 1280.8; provide details for
eval uating use of Centerw de system versus ot her
NASA or MSFC feedback systemns; and provide
screeni ng exanpl es for mandatory participation in
Cent erwi de system
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1. PURPOSE

This Instruction establishes the responsibilities and

i nstructions for the Centerw de Marshall Space Flight Center
(MBFC) Custoner Feedback (fornerly Quality Comrent) Systemto
docunent, report, and track action on:

* Any custoner feedback for provider organizations that does
not have an organi zati on-specific customer feedback system
or use a nulti-Center NASA custoner feedback systemwth
sufficient query capabilities to readily extract MSFC
rel ated data, and

e Custonmer feedback indicating need for recurrence control
of sufficient significance to justify high-level NMSFC
managemnment review and nonitoring through the Corrective
Action System (CAS) (as defined in MPG 1280.4, “MSFC
Corrective Action Systeni).

In either case, contract-sensitive feedback (as defined in

MPG 5000. 1, “Purchasing,” and associ ated docunents) is not to be
included in this system

2. APPLICABILITY

This Instruction is applicable to those MSFC activities

within the scope defined by MPD 1280.1, “Marshall Managenent
Manual ” (MW, that result in delivery of a product or

service to a custoner

3. APPLI CABLE DOCUMENTS

3.1 MPD 1280.1, “Marshall Managenent Manual”

2 MPG 1280.4, “MSFC Corrective Action Systent

3 MPG 8730.3, “Control of Nonconform ng Product”

.4 MN 1280.4, “MSFC Quality System Deficiency Notice Systeni
5 MPG 1280.8, “Customer Satisfaction”

6 MPG 5000.1 “Purchasing”

w oW oW W W W

.7 MSBFC Form 4306, “MSFC Custoner Feedback”

CHECK THE MASTER LI ST at https://msfcnr03. nsfc. nasa. gov/ directives/directives. htm
VERI FY THAT THI S | S THE CORRECT VERSI ON BEFORE USE




Marshal | Work Instruction
Q01

MSFC Cust oner Feedback MA 1280. 2 Revision: B
System

Date: August 22, 2001 Page 4 of 10

4. REFERENCES
None
5. DEFI NI TI ONS

5.1 Custoner. Any direct recipient of an MSFC supplied product
or service.

5.2 Custoner Feedback. MSFC customer comrunication (e.qg.,
conpl ai nt, observation, or conplinent) regarding delivered MSFC
products and services, docunented on MSFC Form 4306, “MSFC

Cust oner Feedback,” or into another data system which neets the
requi renents of MPG 1280.8, “Custoner Satisfaction.”

5.3 External Custoner. Any non-MSFC entity that is an MSFC
cust oner.

5.4 Internal Custonmer. Any MSFC custoner that is working to the
requi renents of the Marshall Managenent System (MVB) per
MPD 1280. 1.

6. | NSTRUCTI ONS

Acti onee Section |lnstruction

Organi zati on 6.1 Seek custoner feedback in accordance
providing the with MPG 1280. 8.

product or

service

Reci pi ent of 6.2 If an organi zation-specific custoner
cust oner sati sfaction mechanismis in place and
f eedback signi ficant custoner feedback

i ndi cates need for correction through

the CAS, provide the feedback to the

Centerwi de MSFC Cust onmer Feedback

System t hr ough MSFC For m 4306, “MSFC

Cust oner Feedback,” (avail able via

Forms at the MSFC Integrated Docunent

Li brary) or direct entry at URL

http:// msf csma3. nsf c. nasa. gov/ Vi rt ual %
20S&VA/ s & nma_dat a_syst ens. ht m

If NO organi zation-specific or nulti-
Center NASA custoner satisfaction
mechanismis in place, provide
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Acti onee

Saf ety and
M ssi on
Assur ance ( S&VAR)

Section

I nstruction

cust oner feedback into the MSFC

Cust oner Feedback System by subm tting
MSFC Form 4306 or by entering directly
into the electronic MSFC Cust omer
Feedback System

If input is received by S&VA t hrough
ot her than direct data base entry,
forward the comment to the provider
for their evaluation of reportability
t hrough the Centerw de MSFC Cust omer
Feedback System

Assign a tracki ng nunber, review the
cust oner feedback, and take one of the
foll owi ng actions for any negative
response:

When a customer feedback pertains to a
har dwar e/ sof t war e nonconf or nance,
generate a Discrepancy Record (DR) to
be processed in accordance with

MPG 8730. 3, “Control of Nonconform ng
Product,” and MPG 1280. 4.

When a custoner feedback pertains to a
deficiency in the MVB5, generate a

Qual ity System Deficiency Notice
(QSDN) to be processed in accordance
with MV 1280.4, “MSFC Quality System
Deficiency Notice System” and MPG
1280. 4.

When a custoner feedback pertains to a
nonconf ormance unrel ated to

har dwar e/ software or to the MVS
process it in accordance with

MPG 1280. 4.

Record the action taken and the nunber
of any reference report(s) initiated
into the Centerw de MSFC Cust omer
Feedback System and cl ose the custoner
f eedback record.
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Acti onee Section Instruction

6.6 I nform the providing organi zati on and
the customer of the results of the
f eedback eval uati on and any fol | owup
action(s) initiated.

6.7 Provide periodic reports to the MSFC
Cust oner Feedback Coordi nator (as
defined in MPG 1280.8), appropriate
or gani zati on managenent, and Custoner
Satisfaction nonitor(s) on Custoner
Feedback, resulting actions, and
status. Specifically, submt reports
to the MVB | npl enentation Team and to
the MSFC Qual ity Council.

Organi zati on 6.8 Take needed steps to inprove custoner
Managemnent satisfaction and assist in resolving
probl ens identified by custoner
f eedback.

7. NOTES

I ndi vi dual organi zations (directorates and offices) may perform
their own internal custoner satisfaction operations in accordance
wi th MPG 1280. 8, separate fromthis defined Centerw de MSFC

Cust oner Feedback System however, feedback neeting requirenents
of CAS reportability are to be entered into the Centerw de
system

Gui dance regardi ng customer feedback which is to be included or
excluded fromthe Centerw de MSFC Custoner Feedback Systemis
provided in Table 1.

8. SAFETY PRECAUTI ONS AND WARNI NG NOTES

None

9. RECORDS

Records of hardcopy MSFC Form 4306, “MSFC Custoner Feedback,”

submtted to S&VA shall be maintained by S&VA for 3 years after
i ssue resolution, then destroyed.
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El ectronic records entered into the Centerw de MSFC Cust oner

Feedback data system shal
system

be maintained for the life of the

TABLE 1: FACTORS CONSI DERED I N EVALUATI NG FOR
| NCLUSI ON/ EXCLUSI ON | N CENTERW DE MSFC CUSTOVER FEEDBACK SYSTEM

Factors Considered for Data to

Be | ncl uded

Factors Consi dered for Data
Whi ch May Be Excl uded

No organi zation-specific or
mul ti-Center NASA custoner
f eedback systemis used by
provi der organi zati on.

More than one office or
directorate is involved in a
process identified by the
custoner as needing correction.

The feedback identifies a
di screpancy which is critically
I mportant to the custoner.

The feedback identifies a |ack
of conpliance with a docunent
requirenent.

The feedback identifies a
repeat ed di screpancy/i nadequacy
in the product or service.

The feedback indicates a |ack
of satisfaction by a major
custoner with a significant (by
risk or dollar val ue) product
or servi ce.

Organi zati on-specific or nulti-
Center NASA custoner feedback
system neeting the requirenents
of MPG 1280.8 is used by the
provi der organi zati on and at

| east one of the followng is
al so true:

e Information is contract-
sensitive, as specified in
MPG 5000. 1 and associ at ed
docunent s.

*» The feedback identifies a
di screpancy eval uated by the
custoner as being of m nor
i mport ance.

* The feedback identifies a
personal preference.
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The Centerw de Custoner Feedback System data records shall be
backed up at | east weekly and retained for at least 2 years in
accordance wth the Centerw de software support contractor’s
server backup procedures.

10. PERSONNEL TRAI NI NG AND CERTI FI CATI ON

None

11. FLOW DI AGRAM

See foll ow ng page.
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Provider solicits grlf\‘/ti?jgse r
START feedback feedback
S&MA assigns Provided to
tracking MSFC Customer
< number and Feedback System
reviews ?
feedback
Provides to Provided to
MSEC NO separate
organization
Eusé%melz x customer
eedbac satisfaction
System svstem ?
YES
Handle in
Type of Feedback NO o
customer organization
< response —> customer
comment needs CAS satisfaction
visibility ? system
L
Hardware or Process Other Not a
software problem problem Problem
discrepancy
Initiates DR Initiates Provides to
QSDN CAS
Documents action with reference record I v
number, if any, into MSFC Customer Feedback
data base and closes record
Informs provider and customer of action & END

reports regularly to MSFC contacts
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12. CANCELLATI ON

MAI 1280. 2A dated August 16, 1999

Oiginal Signed by
Axel Roth for

A. G Stephenson
Director
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